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•  International  research  and 
consulting 
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Customer  Satisfaction  Survey 

•  Measures  satisfaction  of  customer 
with: 

-  Support  services  provided 

-  Support  services  nof  provided 
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Customer  Satisfaction  Survey 

•  Compare  your  services  to  competition 

•  Reveal  business  opportunities 

•  Discover  your  service  strengths  and 
weaknesses 
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Customer  Satisfaction  Survey 

•  Create  customer  loyalty  through 
satisfaction  with  service 

•  Control  your  accounts 
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Customer  Satisfaction  Survey 

•  In-house  surveys 

•  Independent  survey 

•  Both 
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Systems  Software  Service  Satisfaction 

•  Engineer  skills 

•  Telephone  support 
-  Fix  speed 
-Accessibility 

•  Documentation 

•  Software  updates 

•  Software  installation 
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Systems  Software  Service  Satisfaction 

•  Software  training 

•  Hotline 

•  Capacity  tuning 

•  On-site  support 

•  Consultancy  planning 

•  Remote  diagnostics 

•  Software  problem  database 
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Hardware  Service  Satisfaction 

•  Spares  availability 

•  Engineer  skills 

•  Problem  escalation 

•  Call  handling 

•  Backup  support 

•  Hardware  training 
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Hardware  Service  Satisfaction 

•  Telephone  support 

•  Service  administration 

•  Documentation 

•  Consultancy  planning 

•  Remote  diagnostics 

•  Out-of-hours  service 

INPUT 

CEMKT-KH-1 1 


Notes 


©  1990  by  INPUT.  Reproduction  Prohibited. 


INPUT 


Professional  Services 

•  Environmental  planning 

•  Facilities  management 

•  'Single-source'  maintenance 

•  Network  planning 
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Professional  Services 

•  Disaster  recovery 

•  Cabling 

•  Software  evaluation 

•  Consultancy 
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Service  Vendor  Trends 
Hardware  Service 
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Service  Vendor  Trends 
Software  Support 
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Hardware  Service  Satisfaction 
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Service 

8  Services 

•  Spares 
Availability 

•  Engineer  Skills 

•  Documentation 
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Software  Support  Satisfaction 
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Country  Comparisons 
Hardware  Service  Satisfaction 
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Country  Comparisons 
Software  Support  Satisfaction 
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Major  Issues  and  Trends 

•  Declining  user  satisfaction 

•  User  concern  with  software  support 

•  Hardware  service  concern 

-  Spares  availability 

-  Engineer  skills 

-  Documentation 
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Major  Issues  and  Trends 

•  Increasing  system  failure  rate 

•  Vendor  software  support 
quality  image 
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Vendor  Quality  Image — Hardware  Service 
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Vendor  Quality  Image — Hardware  Service 
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Vendor  Quality  Image — Hardware  Service 
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Vendor  Quality  Image — Software  Support 
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Vendor  Quality  Image — Software  Support 
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Vendor  Quality  Image — Software  Support 
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One  Vendor's  Trends  in  Response  and 
Repair/Fix  Times— 1 988-1 989 
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One  Vendor's  Trends  in  System  Failure 
Rate  and  System  Availability,  1988-1989 
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Benefits  of  Customer 
Satisfaction  Surveys 

•  Measures  perce/Ved  performance 

•  Reveals  strengths  and  weaknesses  of 
services 

•  Demonstrates  vendor  cares 
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Benefits  of  Customer 
Satisfaction  Surveys 

•  Gives  competitive  benchmark 

•  Highlights  business  opportunities 

•  Makes  service  more  visible 
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About  INPUT 


ESTPUT  provides  planning  information,  analysis,  and  recommendations 
to  managers  and  executives  in  the  information  processing  industries. 
Through  market  research,  technology  forecasting,  and  competitive 
analysis,  INPUT  supports  client  management  in  making  informed 
decisions. 

Continuous-information  advisory  services,  proprietary  research/ 
consulting,  merger /acquisition  assistance,  and  multiclient  studies  are 
provided  to  users  and  vendors  of  information  systems  and  services 
(software,  processing  services,  turnkey  systems,  systems  integration, 
professional  services,  communications,  systems/ software 
maintenance  and  support). 

Many  of  INPUT'S  professional  staff  members  have  more  than  20  years' 
experience  in  their  areas  of  specialisation.  Most  have  held  senior 
management  positions  in  operations,  marketing,  or  planning.  This 
expertise  enables  INPUT  to  supply  practical  solutions  to  complex 
business  problems. 

Formed  as  a  privately  held  corporation  in  1974,  INPUT  has  become  a 
leading  international  research  and  consulting  firm.  Clients  include  moi 
than  100  of  the  world's  largest  and  most  technically  advanced 
companies. 


INPUT  OFFICES 


North  America 


International 


Mountain  View,  CA  94041-1194 
(415)  961-3300 

Telex  171407  Fax  (415)  961-3966 


Headquarters 

1280  Villa  Sti-eet 


Europe 

Piccadilly  House 
33/37  Regent  Street 
London  SWIY  4NF,  England 
(071)  493-9335  Fax  (071)  629-0179 


New  York 

959  Route  46  East,  Suite  201 
Parsippany,  NJ  07054 
(201)  299-6999 

Telex  134630  Fax  (201)  263-8341 


Paris 

52,  boulevard  de  Sebastopol 
75003  Paris,  France 

(33-1)  42  77  42  77  Fax  (33-1)  42  77  85  82 


Washington,  D.C. 

1953  Gallows  Road,  Suite  560 

Vienna,  VA  22182 

(703)  847-6870  Fax  (703)  847-6872 


Tokyo 

Saida  Building 
4-6,  Kanda  Sakuma-cho 
Chiyoda-ku,  Tokyo  101,  Japan 
(03)  864-0531  Fax  (03)  864-4114 
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